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THE LIBRARY QUALITY SURVEY 
RESULTS REPORT
Old Dominion University Libraries
February 1, 2016
WELCOME
 Recent changes at the University Libraries
 Learning Commons in 2011
 University Strategic Plan
 New University Librarian
 Libraries’ Future Plan
 Anecdotes indicating evolving needs for the Libraries
 Today’s agenda
 Method
 Results
 Discussion
WHY DID WE DO THE SURVEY?
To get input from the campus population!
Our goals were to:
Assess the effectiveness of our services, collections, 
resources, and space
Create a data baseline
Highlight what we’re doing well, and where we could 
improve
Help define our future direction
METHODS
TASK FORCE MEMBERS
Megan Smith
 James Rhoades
Leanne Hillery
Lucy Rush
Nancy Schafer
Topher Lawton
Tisha Paredes as our advisor from the Assessment 
Office
WHAT IS LIBQUAL+ ??
 It's a survey that’s been used by over 1200 libraries worldwide
 It assesses three dimensions:
Library as Place
Affect of Service
 Information Control
 It uses three measures of service quality
Minimum
Desired
Perceived 
PARTNERSHIPS 
• Institutional Effectiveness & Assessment
• University Marketing
• Academic Technology Services
• Inside ODU
DESIGN
 The survey covered these areas:
 Service Dimensions
 Demographic Questions
 Local Questions
 Satisfaction Questions
 Information Literacy Outcomes Questions
 Open Text Comment Box
 “Lite” OR Full views?
 Incentives
POPULATION
 Sample population
 Undergraduate students (not including first year students)
 Graduate students
 Adjunct faculty, full-time active instructional faculty, and administrative faculty
 Full-time staff
 Sample total came to 6,895
 And…The ENTIRE campus
MARKETING
 The sample group was emailed directly on September 22nd
 And then sent reminder emails three times throughout the three weeks the survey was open
 September 22nd there was also an “Opening Event” held in the Learning Commons
 Marketing
 Flyers
 Events
 Digital Signage
 Social Media
 Advertising Video
 T-shirts
 Highlighters
RESULTS
RESPONSES
 2203 views
 Incomplete – 1293
 Complete – 910
 Valid – 827
 By population:
 Undergraduate – 508
 Graduate – 179
 Faculty – 93
 Staff – 47
RESPONSES
User Sub-group Colleges
USE BY USER SUB-GROUP
Graduate Undergraduate Aggregate
Faculty Staff Legend
SATISFACTION QUESTIONS
 Q1 - In general, I am satisfied with the way in which 
I am treated at the library
 Q2 - In general, I am satisfied with the library 
support for my learning, research, and/or teaching 
needs
 Q3 - How would you rate the overall quality of the 
service provided by the library
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RESULTS – LOCAL QUESTIONS
 Q1: Access to archives, special collections
 Q2: An environment conducive to learning 
through classes, programs, activities, and 
meetings
 Q3: Services that help me manage and share 
my research data
 Q4: Signs in the library are helpful and the 
library layout makes sense
 Q5: Teaching me how to locate, evaluate, and 
use information
RESULTS - AGGREGATE
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AFFECT OF SERVICE– BY USER SUB-GROUP
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INFORMATION CONTROL – BY USER SUB-GROUP
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HIGHLIGHTS
 Overall
 Highest expectations for Library as Place
 Greatest satisfaction for Affect of Service
 By User Sub-Group
 Undergraduates care most about Library as Place
 Graduate students are slightly less satisfied in almost all areas
 Faculty care most about Information Control
 Biggest areas for improvement:
 Library website
 Quiet study space
COMPARISONS
James Madison University Old Dominion University University of Massachusetts
Amherst
Response (mostly undergraduates)
• Views – 3400
• Completed – 680
• Valid – 636
Response (mostly undergraduates)
• Views – 2203
• Completed – 910
• Valid – 827
Response (mostly graduates)
• Views – 11,500
• Completed – 1543
• Valid – 1413
Valid Response Rate: 18.7% Valid Response Rate: 37.5% Valid Response Rate: 12.1%
All surveys were “Lite” All surveys were long views All surveys were “Lite”
Average Scores:
• Minimum – 6.4
• Desired – 7.9
• Perceived – 7.2
Average Scores:
• Minimum – 6.9
• Desired – 7.9
• Perceived – 7.5
Average Scores:
• Minimum – 6.4
• Desired – 7.9
• Perceived – 7.1
COMPARISONS - CHARTS
James Madison University Old Dominion University University of Massachusetts Amherst
FURTHER ACTION
 Deeper dive into local data and comparison with peers
 Data will inform Libraries current efforts:
 Master Space Plan
 Organizational planning
 Program prioritization and resourcing
 Data-informed decisions from information
 Ongoing use of the current survey data for different teams/projects
 Focused attention to key areas identified in survey
 Repeat the LibQUAL survey in future years
DISCUSSION
THANK YOU!
